Determinants of Customer Satisfaction in Retail Banking (at Customer Bank in Solo, Central Java) by Wibowo, Agung Ari & , Dr. Anton Agus Setyawan, S.E., M.Si.
i 
 
Determinants of Customer Satisfaction in Retail Banking 
(at Customer Bank in Solo, Central Java) 
 THESIS 




Agung Ari Wibowo 
B100112008 
FACULTY OF ECONOMICS AND BUSINESS 
DUAL DEGREE MANAGEMENT PROGRAM 
















MOTTO AND DEDICATION 
MOTTO 
1. If we have efforts, ALLAH SWT will give the way for us. 
2. What action that doesn’t cause a risk? When you know the answer, be 
cautious in action. 
3. There is time frame to change, because anytime is good time to change. 
4. What was happened, what is happening, and what will happen to human, 
trust that there is God who has the biggest authority of it all. 
5. Success is a process. Intention is the beginning of success. Sweat is 
perfume. Drop of water is the color of your eyes. Prayers and the prayers 
of the people around you are embers and maturity. Failures at every step 
are preserved. Therefore, be patient! God is always with those who 
patiently in the process towards success. Indeed patience will make you 
understand how to appreciate the meaning of success. 
6.                
                          (قف         
Artinya: “Kamu sekalian adalah pemimpin dan akan dimintai pertanggung 
jawabannya mengenai orang yang dipimpinnya. (H.R. Bukhari Muslim). 
7. “Hai orang-orang yang beriman, Jadikanlah sabar dan shalatmu Sebagai 
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        Various businesses competing to seize the banking market by way of 
satisfying customers. So also with the banks in Solo, Central Java, will be more 
independent and focused to meet the needs of customers in order to achieve 
customer satisfaction. In this study the authors use the service quality and service 
features as independent variables that will be investigated how they affect 
customer satisfaction. This study was conducted by questionnaire to 100 customer 
banks in Solo, Central Java, using accidental sampling method is used to 
determine the questionnaire respondents to each variable. Data that already 
through validity test, reliability test being research and result this multiples   
regression equation:  
Y = 0,262X1 + 0,162X2 
Where (Y) is the customer satisfaction variables, (X1) is service quality, (X2) is 
service feature. Hypothesis testing using the t-test indicates that the two 
independent variables found to significantly influence the satisfaction dependent 
variable, then using F-test can be known that the two variables are well deserved 
to test the customer satisfaction dependent variable. The R square value 0.518 
showed that 51.80 percent of customer satisfaction variation can be explained by 
the two independent variables in the regression equation, while the rest of 48.20 
percent is explained by other variables outside of the two variables used in this 
study. 
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